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After China joining the WTO, the commitment of opening the logistics industry 
market has made the entire freight forwarding industry to be in high competition. As a 
result, China’s international freight forwarding industry is faced with risks and 
challenges. The serious problems currently faced by Chinese international freight 
forwarders are how to adjust their management and improve customer satisfaction, 
thereby enhancing companies’ competitiveness. 
The purpose of this thesis is to analyze the challenges of sharp reduction in 
freight volume and market share of a foreign-funded international freight forwarding 
company, namely Company A, and put forth suggestions to help Company A to 
improve its operational management issues. The current industrial situation of the 
international freight forwarder is first analyzed and then the future development trend 
is forecasted. According to the SWOT theory, the superior and inferior positions of 
Company A and its main problems at this stage are analyzed. According to the Service 
Operation theory and the Customer Service theory, solutions to the problem are 
proposed. Finally, this thesis develops an implementation plan and evaluates the 
results. By improving the operational procedure, strengthening the CRM and 
establishing the information system, the customer satisfaction and competitiveness of 
company A are improved.  
Through the theoretical analysis and its application, this paper makes the 
conclusion that: the operational procedure optimization is the foundation in improving 
the quality of services of Company A. Therefore, Company A should continuously 
improve its operational procedure and establish an effective service channel. 
Customer relationship management is a good way to improve the quality of service, 
but in the long run, the fundamental way is to improve the supporting system and 















survivor and develop in today's competitive environment by putting efforts in 
providing the best service and strengthening the logistics network and technology. 
 
















1  绪论 ...................................................................................................1 
1.1 研究背景 ......................................................................................................... 1 
1.2 研究内容 ......................................................................................................... 2 
1.3 文献综述 ......................................................................................................... 3 
1.4 研究思路和方法 ............................................................................................. 6 
2  A(中国)公司发展现状分析 .............................................................7 
2.1 我国国际货运代理行业的发展现状 ............................................................. 7 
2.1.1 国际货运代理行业概念与作用 ............................................................ 7 
2.1.2 我国国际货运代理企业发展的环境分析 ............................................. 8 
2.1.3 我国国际货运代理企业的发展趋势 ..................................................... 9 
2.2 A(中国)公司发展现状 .................................................................................. 10 
2.2.1 A 公司简介 ........................................................................................... 10 
2.2.2 A(中国)公司现状 ................................................................................. 11 
2.2.3 A (中国)公司现状分析 ........................................................................ 12 
2.3 A(中国)公司运作管理存在的问题 .............................................................. 15 
3  A(中国)公司运作管理的改善策略...............................................17 
3.1 A (中国)公司运作管理改善的目标 .............................................................. 17 
3.2 A (中国)公司的操作流程优化分析 .............................................................. 17 
3.2.1 A (中国)公司现行运作的操作流程分析 ............................................ 17 
3.2.2 A (中国)公司操作流程中存在的问题 ................................................ 20 
3.2.3 A (中国)公司操作流程优化方案的分析与设计 ................................ 22 
3.3 A(中国)公司客户关系管理的改善 .............................................................. 24 
3.3.1 A (中国)公司客户关系管理现状分析 ................................................ 24 
3.3.2 A(中国)公司客户关系管理存在的问题分析 ..................................... 26 
3.3.3 A (中国)公司客户关系管理的改进分析 ............................................ 28 
















3.4.1 A (中国)公司信息系统现状分析 ........................................................ 35 
3.4.2 A (中国)公司信息系统改进的意义 .................................................... 36 
3.4.3 A (中国)公司信息系统的改进分析 .................................................... 36 
4  A (中国)公司运作管理改善策略的运行现状及效果评价 .........40 
4.1 A(中国)公司运作管理改善策略的运行现状 .............................................. 40 
4.1.1A (中国)公司操作流程的改进 ............................................................. 40 
4.1.2A (中国)公司客户关系管理的改进 ..................................................... 40 
4.1.3A (中国)公司的信息系统的改进 ......................................................... 45 
4.2 A(中国)公司运作管理改善策略的效果评价 .............................................. 45 
结  论 ...................................................................................................49 
参考文献 ..............................................................................................51 
















Chapter 1 Introduction························································ 1 
1.1 Background and motivation ······················································ 1 
1.2 Contents of study ··································································· 2 
1.3 Literature review ··································································· 3 
1.4 Research methods ·································································· 6 
Chapter 2 Analysis of current status of Company A ···················· 7   
2.1 The development of international freight forwarder business ············· 7 
2.1.1 The concept and role of international freight forwarder industry ········· 7 
2.1.2 The analysis of international freight forwarder industry development ··· 8 
2.1.3 Development trends of international freight forwarding industry ········ 9 
2.2 The development of Company A ··············································· 10 
2.2.1 Brief company introduction ················································· 10 
2.2.2 Current status ·································································· 11 
2.2.3 Analysis of status ····························································· 12 
2.3 Analysis of the operations management issues ······························ 15 
Chapter 3 Strategies of operations management improvement of 
Company A ····································································· 17 
3.1 Goals of operations management improvement ···························· 17 
3.2 Improving the operational procedure ········································ 17 
3.2.1 Analysis of current operational procedure ································· 17 
3.2.2 The operations issues ························································· 20 
3.2.3 Implementation of operational procedure improvement strategies ····· 22 
3.3 Improving the CRM ······························································ 24 
3.3.1 Analysis of current CRM ···················································· 24 
















3.3.3 Implementation of CRM improvement strategies ························ 28 
3.4 Improving the information system ············································ 35 
3.4.1 Analysis of current information system ···································· 35 
3.4.2 The significance of improving the information system ·················· 36 
3.4.3 Implementation of information system improvement strategies ········ 36 
Chapter 4 Implementation and evaluation of operations manage
ment improvement strategies of Company A ························ 40 
4.1 Implementation of operations management improvement strategies ·· 40 
4.1.1 Improving the operational procedure ······································· 40 
4.1.2 Improving the CRM ·························································· 40 
4.1.3 Improving the information system ·········································· 45 
4.2 Evaluation of operations management improvement strategies ········· 45 
Conclusion ······································································ 49 
References ······································································ 51 
















































































A (中国)公司运作管理存在的问题，使得 A (中国)公司客户满意度提高，从而增













































图 1-2：SWOT 分析定位图 
资料来源：杜向荣，服务营销理论与实务，2009 年 
 
通过运用 SWOT 分析法对 A(中国)公司的现状进行分析，可以知道 A(中国)
公司的优劣势，针对劣势方面的问题，采取相应的改善措施。 
关于客户关系管理（Customer Relationship Management, CRM）的定义，不
同的研究机构或公司及个人有着不同的表述。归纳众多国外著名研究机构和跨国
公司对 CRM 的理解，现实中 CRM 的概念可以从三个层次来表述：第一个层面
























统。一对一营销（One-To-One Marketing）亦称“121 营销”、“1-2-1 营销”或“1
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